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IN THE CLAIMS : 

Please note that all pending, non-withdrawn claims are included herein for the 
convenience and efficiency of examination, and that only those claims so indicated as 
amended are being amended herein: 

1. (Currently Amended) A method of allocating and scheduling 
requirements for agents in a skills-based Jbontact center environment organized into a 
hierarchy of one or more business units at id first level, [[one]] two or more contact types 
at a second level, and [fonel] tjvo or mor^f management units at a third level, comprising 
the steps of: 

{a) creating a set of contact allocations that define how contacts are hierarchically 
distributed from a given business unit to multiple contact types, wherein creating a set 
allocates forecasted contacts using agerlt availability data per contact type and each time 
interval to be allocated, and wherein/ agent availability data is predicted by schedule 
simulation of agents working their . jbhedules and handling contacts in a .skills-based 
contact center environment - 

[bj creating a set of requirenient allocations that define how agent requirements 
are hierarchically distributed from [M] two or more contact [[type]] types to [[one]] two 
or more management units, wherem/crearing a set allocates forecasted agent requirements 
using agent availability data per Contact type and each time interval to be allocated, 
wherein the agent availability data/is predicted by schedule simulatio n of agents working 
their schedules and handling cn ^ts in a skills-based contact center environment: 
[[and]] 

£cl allocating forecasted contacts and forecasted agent requirements based on the 



created contact and requirement a 
fd) using the allocated fo 



locations; 

ecasted agent requirements to generate a schedule for 



each of the plurality of scheduled 



of requirement allocations ^ m 



agents: and 



(e) repeating steps fa) - ( r ) until an output of a set of contact allocations and a set 
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2. (Previously Presented) The mejlhod as described in Claim 1 wherein the 
created contact allocations are at least miAimum contact allocations, wherein the 
minimum contact allocations are defined by a user. 




3. (Previously Presented) The .method as described in Claim 2 wherein the 
created requirement allocations are minimum agent requirement allocations. 

4. (Previously Presented) The method as described in Claim 1 wherein the 
created contact allocations are at molt maximum contact allocations, wherein the 
maximum contact allocations are defined by a user. 

5. (Previously Presented) frhe method as described in Claim 4 wherein the 
created requirement allocations are makimum agent requirement allocations. 

6. (Previously Presented) The method as described in Claim I wherein tile 
created contact allocations are from/ the minimum to the maximum contact allocations, 
wherein the minimum and maximurri contact allocations are defined by a user. 

7. (Previously Presented) The method as described in Claim 6 wherein the 
created requirement allocations /are minimum and maximum agent requirement 
allocations. 



8. (Cancelled) 

9. (Cancelled) 

10. (Cancelled) 

11. (Cancelled) 
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described in Claim 1 further including the step 



of generating agent schedules for the mar agement units. 

13. (Original) The method as described in Claim 1 wherein a management 
unit is a collection of agents located at a/given contact center location. 



14. (Original) The method as described in Claim 13 wherein at least some 
agents in a management unit are multifskilled. 

15. (Original) The method as described in Claim 1 wherein the contact center 
environment is a telephone call center 



16. (Original) The methJbd as described in Claim 1 wherein the contact center 
environment is a contact center that handles a contact selected from the group consisting 
of: telephone calls, voice mails, einails, foxes, mail, web callback requests, web chats, 
web voice calls, web video calls arid outbound calls. 



17. (Currently Amended) A method of allocating and scheduling in a skills- 
based call center environment, co mprising the steps of: 

organizing the call center environment into a hierarchy of one or more business 
units at a first level, [[one]] tv£0 or more call contact types at a second level, and a set of 
[[one]] two or more management units at a third level; 

£a) having a user create a set of given call allocations that define how calls are 
distributed from a given business nrit to multiple call types; 

Q>} having the user createU set of given requirement allocations that define how 
agent requirements are distributed from a call type to [[one]] two or more management 
units; 

[el predicting agent availability by call type using a schedule simulator to 
generate agent availability dat a, therein the sirmjaation data corresponds to agents 
working their schedules and han dling conta cts in a skills-based contact center 
environment : [[and]] 
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(d) allocating forecasted calls and forecasted agent requirements based on the 
given call and requirement allocations and tite agent availability data; 

f e) using the allocated f orecasted aftent requirements to generate a schedule for 
each of the plurality of scheduled agents: 

(fi repeating the steps faWe) until/an output of a set of contact allocation^ and a 
set of requirement allocations occurs. 



18. (Cancelled) 

19. (Original) The method as described in Claim 17 wherein the given call 
allocations and the given requirement allocations are minimum values. 

20. (Original) The method as described in Claim 17 wherein the given call 
allocations and the given requirement allocations are maximum values. 



21, (Original) The methdd as described in Claim 17 wherein the given call 



allocations and the given requirement 



22. (Currently Amended) 



allocations are minimum and maximum values. 



An allocation method operative in a skills-based call 



center environment, comprising the steps of: 

£a) organizing the call certer environment into a hierarchy of one or more 
business units at a first level, Hone]] two or more call types at a second level, and a set of 
[[one]] twfl or more management uni ts at a third level; 

£b) allocating a percentage of incoming calls from a given business unit to [[one]] 
two or more call types; [[and]] 

£c] allocating agent requireme nts for a given call type to one or more management 
units by predicting agent availability data using a schedule simulation of agents working 
their schedules and ha ndling contacts In a skills-based contact center environment: 

(d) using the allocated forecasted agent requirements to generate a schedule for 
each of the plurality of scheduled agentte: and 

(e) repeating steps (bUd) until an ouhm t of a set of contact allocations and a set 
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23. (Original) The method as/ described in Claim 22 wherein a given 
management unit is a collection of agents ajf least some of which are multi-skilled. 

24. (Original) The method as described in Claim 22 wherein a given call type 
is associated with a given automatic call distributor (ACD). 

25. (Cancelled) 



26. (Currently Amended) /An allocation method operative in a skills-based 
contact center environment, comprising the steps of: 

la) organizing the contact center environment into a hierarchy of [zero] ogg or 
more business units at a first level, [ine] two or more contact types at a second level, and 
a set of Iwq [one] or more management units at a third level; 

£b} allocating a percentage df contacts from a given business unit to [[one]] two or 
more eeU contact types; 

Isl allocating agent requirements for the [[one]] fcyo. or more contact types to 
[[one]] tjvo. or more management units by predicting agent availability data using a 
schedule simulation of agents wirking their schedule., and handling r eacts in a slritk- 
based con tact center environment: 

(d) using the allocated forecasted agent requi rements to fwnerate a schedule far 
each of the plurality of scheduled A^ nt<- 



M repeating steps <bU<\) until an outp„> r,f „ se t of contact allocations and a Mr 



of require ment allocations occur ; 



27. (Original) The 
management unit is a collection 



method as described in Claim 26 wherein a given 
i >f agents at least some of which are multi-skilled. 



28. (Original) The method as described in Claim 26 wherein a given contact 
type is associated with a given au tomatic work distributor. 
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29. (Cancelled) 




30. (Cuirently Amended) An/allocation method operative in a skills-based 
work environment organized into a hierarchy of {[one]] m 0 r more task types at a first 
level, and a set of [[one]] two or moreLnagement units at a second level, comprising 
the steps of: 

la) creating a set of given 7 requirement allocations that define how agent 
requirements are hierarchically disj/ibuted from a task type to [[one]] tm or more 
management units; 

fb) predicting agent availability by task type by schedule simulation to generate 
agent availability data, wherein /the agent ,im.j^ ^ mmnn , c fl ^ 
agents workinp fhrfr sqh edul P s /nd handling ^ In . ^.,, . based wnrV ^ mntWM> . 
[[and]] 

£c) allocating forecasted agent requirements based on the given requirement 
allocations and the agent availability data; 

( , d) using , the forecast ed agent renm rements to p e nerate a schedule for each of th* 
plurality of scheduled agents/ and 

(e) repeating Mqffl f W) -(d) until an output of a set of contact allocations and a 
of require ment allocations ofccur. 



31. (Original) 
management unit is a colle< 



The method as described in Claim 30 wherein a given 
tion of agents at least some of which are multi-skilled. 



32. (Cancelled) 
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